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Introducing…..

The Technology Solutions department Wildly Important Goal
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What is T.E.C.H Point? 

T.E.C.H Point has three main components:

The service desk experience 

The self- service dashboard 

Transparency documentation (SLA’s, Service Catalog and 

Standards).
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Why change from the Help Desk?

TS has taken feedback we have received during our house 

calls as well as our several customer service survey’s in 

hopes of making the experience engaging with us much 

better. 
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Why change from the Help Desk?

TS also wants to be more transparent regarding standards, 

and service levels to help better manage expectations.

We have transitioned from a Help Desk, one person 

providing full support over the phone, to a quicker more 

agile service that gets a customer in the right direction 

much faster.  
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New look and feel of the TS home 
page for the portal and alerts!
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Technology Solutions Unassigned Assigned Closed Total

General Requests 16 97 1,361 1,474

Incidents/Issues 7 17 299 323

KTLO 1 24 2,212 2,237

Project Requests 4 14 27 45

Total 28 152 3,899 4,079

Escalation Contacts:

Service Desk: 919-560-1085

Target Service Level is 10 days total for Incidents

- 5 days to assign

- 5 days to close

Target Service Level is 5 days for General Request

- 2 days to assign

- 3 days to close

Projects based on the project schedule as agreed upon

New department portal view for 
better reporting!
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New customer 
portal to view their 
own tickets!
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One POINT of contact for all TS needs! 
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Technology – Standards and Policies

Empowerment – For our customers

Communication – Central location

Helpline – Customer support from any POINT
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Questions


